The awareness of a change to the health care prompts medical entities to continuously adapt to the expectations of beneficiaries and to improve the quality of services offered. This would not be possible without the continuous monitoring of the level of satisfaction of patients and analysis of the factors influencing their satisfaction. Patient satisfaction has become one of the main tools for shaping the quality of health care, and thus guarantee of the success of the organization in the market of dental services. The purpose of this paper is to present at the theoretical and practical level the role of consumer satisfaction in the market of medical services on the example of the market of dental services. The main methods used in the article was the verification of literature and primary sources obtained from the surveyed facilities, as well as the analysis of the results of the survey conducted among patients from Bialystok and its surroundings.
Introduction
Systemic transformation in health care and the formation of a free market of medical services has forced medical entities to a broader look at the quality of their services 1 . The market of health services became like a competitive market, where there is competition between service providers and this is particularly evident in the field of dental services. Development of competition in this area caused a change in the position and role of the patient, who as conscious consumer is shaping the modern market of medical services by giving opinions about the dental facility and a selection of services best suited to the needs.
The quality of provided medical services is a key factor for increasing the competitiveness of the service providers. The dentist, who wants to provide patient services at the highest level must act in accordance with the principles of marketing.
Lack of due attention to the specific needs of the patient carries the risk of losing a customer and a real danger of losing the reputation of the institution in the market of dental services 2 . The aim of this study was to identify factors of satisfaction of dental beneficiaries and determine the correlation between patient satisfaction and quality of dental services provided by the dental companies 3 in Podlasie Region. Based on the purpose of the research problem the following research questions were posed:
1. What are the factors of patient satisfaction in case of dental services? 2. What factors of satisfaction are most important and which are least important from the point of view of the patient of the dental office?
3. How patient satisfaction reflected in the quality of dental services?
Modern marketing and the quality of medical services
Modern marketing is nothing but an evolution of traditional marketing towards a new generation of value. In the case of technological progress it can be identified at present era as Marketing 4.0, which creates a modern Client 3.0. In the new marketing concepts special importance is attached to creating relationships with customers with greater emphasis on their knowledge and ensure their satisfaction. Marketing has undergone a transformation from products to consumers and further stakeholders. The new Marketing 4.0 concept analysis of the human is carried out in four dimensions: mind, heart, spirituality and relationships and interactions, and therefore customer satisfaction especially in the sphere of services is so important in today's market 4 . The supreme value, and also the destination of medical activity is health. Health is a specific value for a particular ethical dimension, not subject to valuation because it is a subjective state of the person directly concerned. The World Health Organization defines health as "the fullness of complete physical, mental and social well being and not merely the absence of disease or infirmity" 5 . In terms of economic health is "a special economic good, which is of significant value to the patient, resulting from both its direct and indirect impact achieved by the patient's level of satisfaction, and thus the value of the utility function." It is understood, therefore, that the main purpose of every individual is life in good health, which for most people is achievable only in situations where permanent, unrestricted access to the medical services of the highest quality is available.
Therapeutic activity consists in providing health services, as well as health promotion or carrying out teaching and research by specialized bodies, ie .: medical entities within the meaning of the Act on medical activity 6 , including businesses in all forms provided for the establishment, as well as doctors, nurses and midwives working in an individual or group specialized professional practice. Thus the circle of entities operating in the field of dentistry is narrowed down to a group of professionals with legitimacy and professional qualifications to provide health services. Medical services (including dental services) are made up of many elements, which can be divided into two basic groups:
• tangible factors (eg. the items purchased by the patient-client, items whose statute changes due to the resulting service; positions located on the periphery of the package of services -eg. Medical records, items, without which the service could not take place and the items that are part of the process -eg. technology), • intangible factors (eg. a personal contact the service, the atmosphere of the environment in which the services are provided, sensations felt by the patient) 7 . Regardless of the type of services that the organization provides, it must realize that part of the package of services offered includes both types of elements. As pointed out by A. Bukowska-Piestrzyńska, wanting to tangible and intangible factors form a coherent set of instruments having impact on the patient, it is necessary to determine the aim which institution has to achieve and select them in such a way that they can be adopted to achieve it 8 .
The literature points to the differences in quality of medical services depending on the subject, which is interested in quality and the context in which we talk about health care services. According to the provider quality is appropriate, consistent with current medical knowledge, the process of healing. From the point of view of the patient quality is determined by the availability of services, adequate information and health education, good communication with staff, coordination and continuity of the process of treatment and satisfaction with the care received. Value for the payer is associated with efficiency and effectiveness of health care, and also with achieving the desired results while minimizing medical cost 9 . Services specific to the area of health care can be determined by using three dimensions, such as the potential (the willingness and ability of service providers to take action for a customer), process (a sequence of episodes related to the course of treatment) and the result (result made by service) 10 .
Health care facilities offer services to patients consisting of two dimensions: technical and functional. Quality of service perceived by the patient is the result of comparison the quality expected -shaped by the so-called market communication (promotion), image service, customer reviews and buyer's needs -quality experienced so in technical and functional aspect (Table 1) .
Technical quality includes all the elements that affect the result of operational processes, eg. medical equipment, equipment, knowledge and professional skills of employees used medical technologies, procedures and instructions used or accepted standards. Functional quality, however, is determined by the size of the contact between the provider and the recipient 11 . Provision of health thus meet patients' expectations for quality, if you will take into account both of the dimensions of quality: technical (professionalism) and functional (professional relationships) 12 . The difference between the expected and the service actually received is subjective to every buyer service. In connection with the individualization of the perception of the quality of medical services is particularly important to the concept of "perceived quality of service" by the patient 13 criteria perception of quality of service by the customer of dental practice are presented in Table 2 . 
Satisfaction of the consumer (patient) -the essence, models and measurement
The patient as an external customer of a medical facility, is the most important element of the structure of the organization, which should be subordinated to all its activities. No therapeutic entity is able to achieve a high quality of health services without understanding and meeting the needs and expectations of the patient. Patient satisfaction with the service received should be the main objective of the actions taken by the provider in the field of quality management.
The patient is any person using medical services, regardless of whether the person is sick or healthy 14 . The patient is entitled to certain, protected rights, which must be taken into account by the provider, in particular: the right to information, the right to consent to treatment, the right to privacy and dignity, the right to care and treatment. Customer satisfaction is variously presented in the literature for example P. Kotler defines satisfaction as the "state felt by the body and connected with a comparison of perceived characteristics of the product and the expectations of individuals regarding these characteristics" 15 .
According to K.
Mazurek-Łopacińska satisfaction is the "emotional response to the comparative processes started by the client, consisting of the combination of their experiences and feelings after consumption of a product or service with expectations, individual standards or specific evaluation pattern" 16 .
The complete definition of consumer satisfaction formulated R. B. Woodruff and S. F. Gardial, describing it as a positive or negative feeling a client in relation to the value received as a result of use of a particular product offered in a given situation. This feeling may be a direct reaction to the use of the product or complete response to a series of situations experienced 17 . Among the steps leading to the achievement of satisfaction stand out:
• fulfillment -consisting in the offering by the company what the buyer needs • value -meaning the fulfillment of the expectations of the buyer with regard to price, • convenience -consisting of the easy availability of the product, • confidence -the confidence of the buyer as to the fact that the product is trustworthy, • achieving customer satisfaction 18 .
The level of customer satisfaction thus depends on the actual characteristics of the product or service, the individual characteristics of the buyer and its requirements for the product (service), communication policy pursued by the company and previous experience of the consumer. These factors affect the perception of the product or service by the purchaser and the shape of its expectations, and that as a result determine the level of satisfaction 19 .
Dental customer satisfaction from the received medical service shall be treated as the result of a psychological process, during which the patient compares the perceived
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level of business (quality of the existing business) with known standards of dental services, which generally coincide with expectations (expected quality) 20 .
The criteria, which may affect the sense of patient satisfaction with dental treatment include: patient age and sex, economic situation, the competence of the doctor providing the benefits, the course of communication between doctor and patient, the financial aspect related to the type of payer services (private treatment or treatment within social security), or the previous experience of the patient associated with a fear of visiting the dentist 21 . In studies on issues of patient satisfaction with the dental services the following factors are listed that affect patient satisfaction:
• accessibility to dental services (working time and location of dental surgery) • exterior and interior looks of spaces in dental facility, • range of services offered (multidisciplinary services) • qualified doctors, staff competence, • office equipment in medical equipment and devices, • use of available information systems (website facility, keeping the customer database using the computer program) • psychological conditions dental services -interpersonal contacts, • standards of customer service and the atmosphere prevailing in the institution, • financial issues related to the settlement for the service (eg. a free consultation and inspection of the oral cavity, various forms of rebates or discounts, the possibility of paying by credit card) 22 . In the literature, there are several models to explain the formation of the client a sense of satisfaction or lack of it in a particular situation. Among them are:
• Both in practice and theory of the subject, there are many methods of measuring customer satisfaction. In order to obtain the most accurate and reliable measurements, it appears advisable to use several methods mutually complementary. During the study one should identify what factors are most important to customers when making choices and how they affect the behavior of buyers. Reliable measurement of satisfaction should specify: customer priorities, tolerance clients regarding the level of quality of service, the quality of the organization, the quality of the organization compared with the priorities of customers and the priorities of the competition, as well as priorities for improvement that allow the implementation of measures to raise the level of customer satisfaction 23 .
There are direct and indirect methods of testing the degree of customer satisfaction. Customer satisfaction surveys are studies of individual, which should be tailored to the specific problem of research, services or industry. For direct methods, which can be transposed to the health care system, include, among others 24 :
• system of complaints and suggestions, • focused newsgroups and user groups, • personal or telephone interviews with customers, • analysis of losing customers, • analysis of customer loyalty, • examination of the quality of employees, • surveys of customers. Other test methods for patient satisfaction in a direct way, extracted in the literature are: Blueprinting, Storybording, QFD -Quality Function Deployment, CSR -Customer Satisfaction Research, CRM systems (Customer Relationship Management) 25 , TRI*M method, analysis of the validity determinant or Six Sigma.
In this article it was used the surveys of customers. This method are seasonal, based on a questionnaire through which company asks respondents the two types of scaled questions concerning the same features offered. This method allows for quantitative and qualitative data, and the results reflect customer feedback on various aspects of the functioning of the organization. By carrying out a survey the company can assess the degree of customer satisfaction due to data attributes, as well as the degree of fulfillment of the criteria expected by customers.
Customer satisfaction survey of dental services in Podlaskie Voivodship -the results of own study
The primary determinant of the success of the organization in the market of medical services is the satisfaction of its customers received. Actions taken by medical entities, aimed at increasing the satisfaction of beneficiaries of medical services include research on patient satisfaction. They create the possibility to check what patients think about the quality of their services, as well as allow you to specify the deficiencies found in the analyzed areas of the medical facility. The results allow to take appropriate marketing actions to eliminate the observed dysfunctions and implementation of quality management system 26 . The survey on customer satisfaction with the received medical services can also be helpful to the entity performing medical activities in establishing strategies to increase the influence and market share 27 . In order to measure the level of satisfaction of beneficiaries with the quality of dental services we conducted an anonymous survey by questionnaire among 1,000 patients of a network of dental centers in Białystok and its vicinity. With regard to the accepted research problems the author adopted the following research hypothesis: the level of patient satisfaction with the quality of dental services is determined by factors of both tangible and intangible assets associated with the treatment process. Care of dental care facilities over non-medical aspects of service delivery enhances the sense of customer satisfaction from dental practice and strengthens the market position of the facility.
In the studied population, women accounted for 74.4% and men for 25.6% of people aged 23 to 67 years. Among the respondents five age groups were isolated: under 29 years of age (23.3%), between 30 and 39 years of age (40%), between 40 and 49 years (22.2%) between 50 and 59 years (8 9%) and above 60 years of age (5.6%). More than 52.2% of the patients studied are people between 23 to 35 years of age, of which 78.7% were women, and only 21.3% -men. Of the patients participating in the study, 61.1% had higher education (of which 78.2% were women), 34.4% of peoplesecondary education (including 64.5% -women), and 4.3% -vocational education. Regarding the issue of payment for benefits earned -in the case of 65.6% of the patients dental services costs were financed by the National Health Fund (including 71.6% of women and 47.8% men), while 34.4% of those costs of dentist visits was covered from own resources (including 52.2% of men and 28.4% women).
The degree of the equipment of the facility with modern instruments and equipment has been very well evaluated by 80% of patients, with 11.1% of respondents that could not take a position. From the data obtained it shows that for the majority of respondents -73.3% the dentist office hours are convenient, only 4.4% of the respondents expected a more flexible work schedule of the dental office. In this area, none of the respondents did not indicate response bad or very bad. An important factor in patient satisfaction with the service is the atmosphere at the facility, built so by medical staff, and support staff. As a rule, the first contact with the patient have reception attendants and they largely create a positive image of dental office 28 .
The overall organization of the reception desk by the patients surveyed is positive. As many as 84.4% of respondents highly rated the competencies of staff. As good (88.9%) rated the efficiency of the reception staff, but in this category we recorded individuals dissatisfied with the service (1.1% -normal, 1.1% -bad). Similar sentiments accompanied respondents in relation to wait for registration by the employee -97.8% of patients rated it as a short waiting time (including 87.8% -very good, 10% -good), and 2.2% -normal. The vast majority of respondents had also no problems in complying with the appointment set. Research shows that patients visiting dental offices meet the kindness, care and kindness of service workers -100% of respondents commented positively on this issue (assessment very good -90%, and good -10%). Instead, greater care on the part of staff requires the clarity of messages and statements formulated to patients. The vast majority of respondents positively (sum of answers: very good and good -over 90%) evaluated the non-medical aspects of medical care in the studied dental offices. An analysis of detailed data, however, shows that about 6.7% of the dentists providing services did not introduced themselves to the patients. Similarly, as many as 6.7% of respondents were accompanied by the belief that the doctor during the visit did not pay them enough time. 
Summary and conclusions from empirical studies, and proposals for changes in shaping the quality of dental services
Results of this study indicate a high level of customer satisfaction with the quality of services offered by the facility. Keep in mind that medical service is not only a process of treating the patient, but also a number of perceived additional building blocks for quality of service in the eyes of patients. In case of medical patients, due to lack of their own medical skills, they do not usually have the possibility of substantive assessment of the technical quality of service, and their opinion on the quality of the provision is shaped on the basis of external signs (i.e. environmental services). In the patient's decision about buying a medical service major impact (70%) have factors not related to the essence of the service (i.e. additional benefits).
The patient perceives the quality of dental services by assessing his or her own well-being in the dentist's office, or through the prism of intangible factors of services. The satisfaction felt by the patient is greater, if the behavior of personnel of the facility in line with its expectations -hence: • first impression it is very important of what meets the patient in the office -it is worth paying attention to how the service facility treats a patient at the first contact. The way of customer service says a lot about the company and its brand; • the patient should be treated kindly, thoughtfully and culturally by the staff. Customer of a dental office expects to meet it with a smile, understanding, compassion and empathy; • attention to proper flow of information between doctor -patient (use of understandable wording in conversation to the patient). At the same time studied dental facilities should take further measures to strengthen the material elements of services offered:
• it is necessary to continuously invest in technology -equipment and medical equipment should be modern, and dental materials of high quality; • they should take care of neat appearance of the medical staff -well are seen corporate uniforms and badges with names. The patient should have in mind the image of a dental assistant as a model of cleanliness, hygiene and professionalism 29 ; • it is important to improve the registration system through proper management of patients visits (patients do not like to change appointments) and proper traffic management in the waiting room (patients do not like delays come into the office, because waiting for a visit in the waiting room is an additional stress factor); 30 ; • you should take care of the psychological comfort of patients waiting for admission by, among others, conversation, advice and information, as well as supplies in a waiting room as appropriately selected newspapers, music, software and movies 31 ; • continuous work on the image of the cabinet (including the Internet, because the patients speak about their feelings of service-related online forums).
To make optimal market decisions, doctor-manager of a medical facility must have adequate knowledge about the needs of patients -not only to meet their needs, but to be able to offer them more than they expect. Appropriate material and organizational action and proper interpersonal communication are the basis for a functioning of a clinic which services receive a good score for patients.
